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Strategies for taking the H.E.A.T- Turning an Oops into an Opportunity
Will small group, one-on-one education, role play, and use of a quick reference card 
improve 6B and 7BP RN and TP understanding of implementing the HEAT method of 
service recovery when dealing with dissatisfied patients? 
P: RNs and TPs on 6B and 7BP Adult Medical Surgical units.
I: Educating and providing resources to unit RNs and TPs about implementing the 
HEAT method.
C: No education or resources provided to unit RNs and TPs about implementing the 
HEAT method. 
O: Improvement of RNs and TPs understanding of how to effectively deal with patient 
dissatisfaction using the HEAT method. 
• Pretest and Post test evaluation
• First, the nurse residents used a pretest to determine where skill and 
knowledge deficiencies existed. Registered Nurses and Technical 
Partners on 6B and 7BP were involved in data collection.
• Staff education was created based on the results of the pretest.
• One-on-on teaching was implemented using a standardized power 
point for reference and a “quick reference card” with important 
numbers and resources. 
• The reference card will aid in the “Take action” bullet point in H.E.A.T. 
Method.
• A post test was given immediately following education to assess 
improved knowledge. 
• Based on the post test result we were able to determine if 
implementing the HEAT method of service recovery on an adult 
medical surgical unit improved Nurse and Technical Partner 
confidence when solving patient complaints and dissatisfaction.
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“Communication with nurses”, “response to concerns and 
complaints”, “nurse treated me with courtesy and respect”, and 
“nurse listened to me carefully” rank in the top 10 on the Priority 










• After education, nurses and technical partners felt more 
comfortable with service recovery, the H.E.A.T method 
and resources available for dealing with dissatisfied 
patients
• Nurses and technical partners thought the quick 
reference cards were a great resource. 
• Providing education to health care workers about 
service recovery will increase comfort level when 
dealing with dissatisfied patients and ultimately increase 










































































YES NO YES NO
BEFORE EDUCATION AFTER EDUCATION
Before and After Receiving Education Results
Do you know what the term service recovery means? Do you know what service resources are available in order to resolve patient dissatisfaction? (Who to contact)
Are you familiar with acronym H.E.A.T. in relation to service recovery?
